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A  SERVICE  OF  THE 

MASSACHUSETTS  HOUSING  FINANCE  AGENCY 


A  Service  of  the 
Massachusetts  Housing 
Finance  Agency 

Marvin  M.  Siflinger 

Executive  Director 

Eleanor  G.  White 

Deputy  Director/ 
Chief  of  Operations 

Ned  Epstein 

Director  of  Housing  Management 


Violet  E.  Baldwin 

Project  Manager 

Allendale  Management  Company 

Sandra  R.  Blackman 

President 

Independent  Managers,  Inc. 

John  M.  Curry 

Chairman 

APT  Financial  Services,  Inc. 

John  R.  Gallagher,  III 

General  Partner 

State  Street  Development 

Management  Corporation 

John  P.  Grady 

Educator 

Barry  S.  Kelliher 

President 

Peabody  Properties,  Inc. 

George  Kenney 

Resident 

Zezette  Larsen 

Chairman 

Barkan  Management  Company,  Inc. 

John  J.  MacLeod 

Executive  Director 

Billings  Human  Services,  Inc. 

Mark  M.  Maloney 

President 

Maloney  Properties,  Inc. 

Luther  E.  Mclrwain 

Management  Consultant 
Town  of  Methuen 

Philip  J.  Roderick,  Jr. 

Chairman 

TAP  Advisory  Committee 

Cynthia  Spriggs 

Resident 

Committed  housing  industry 
leaders  and  health 
professionals  and  residents 
generously  gave  of  their 
time  and  energy  to  help 
implement  TAP,  and  are  a 
vital  force  in  the  continuing 
success  and  focus  of 
TAP  CONNECTIONS. 


Anthony  Flaherty 
TAP  Founding  Director 


The  Massachusetts  Housing  Finance 
Agency  launched  the  Tenant  Assistance 
Program  (TAP)  in  1983  as  part  of  its 
ongoing  effort  to  assist  property  managers 
in  preserving  attractive,  well-maintained 
and  fiscally  sound  rental  housing. 

MHFA  recognized  that  alcoholism  and 
other  drug  abuse  by  residents  and 
employees  of  housing  developments 
threatens  the  preservation  and  viability  of 
quality  housing. 

The  Tenant  Assistance  Program  acted 
boldly  to  confront  this  reality,  which  is  too 
often  ignored  or  denied,  and 
implemented  a  highly  effective  strategy  to 
address  the  problems  of  substance  abuse 
in  the  housing  development. 

TAP's  strategy  empowers  management, 
aids  the  individual,  and  strengthens  the 
housing  community  by  promoting 
intervention  and  referral  to  recovery 
resources  as  an  alternative  to  eviction. 


THE  TENANT 

ASSISTANCE 

PROGRAM  IS  THE 

FIRST  CONCERTED 

EFFORT  ON  THE 

PART  OF  A  HOUSING 

FINANCE  AGENCY  TO 

ADDRESS  ALCOHOL 

ABUSE  IN  HOUSING. 


AN  OVERVIEW 

THE  TENANT 

ASSISTANCE 

PROGRAM 


UTHE  MISSION  OF  TAP: 

TO  FACILITATE  A  WORKING 
PARTNERSHIP  BETWEEN 
MANAGEMENT  AND  RESIDENTS 
IN  ORDER  TO  CREATE 
AND  MAINTAIN  SAFE, 
HEALTHY,  AND  AFFORDABLE 
HOUSING  COMMUNITIES.?? 


The  Vision  and  Mission  of  TAP 

Housing  management  at  its  best  gives  wise  and  skillful  attention  to 
the  financial,  the  physical,  and  the  human  resources  of  the  housing 

complex. 

The  success  of  a  housing  development  is  vitally  linked  to  the 
well-being  of  the  resident  community. 

Where  social  and  economic  forces  divide  and  create  conflict,  TAP 
promotes  a  sense  of  community  in  which  residents  and 
management  join  together  to  solve  problems  and  to  enhance  the 
quality  of  life. 

TAP. .  .A  Valuable  Management  Resource 

TAPs  multicultural  staff  offers  management  companies  a  range  of 
services  designed  to: 

Provide  vital  information  and  skills. 

Support  reasoned,  healthy  choices  about  personal  and  professional 

behavior. 

Promote  mutual  understanding  and  respect  between  residents 

and  management. 

Foster  resident-management  collaboration  in  promoting  the 

values  of  a  healthy  community. 


"MHFA  TAKES  PRIDE 
IN  THE  SUCCESS  OF 
PUBLIC-PRIVATE 
PARTNERSHIPS 
SUCH  AS  TAP  THAT 
BENEFIT  ALL  LEVELS 
OF  THE  HOUSING 
INDUSTRY." 


Eleanor  G.  White 
Deputy  Director 
Chief  of  Operations 

Marvin  M.  Siflinger 
Executive  Director 


Early  Success. .  .Rapid  Growth 

Alcoholism  and  other  drug  abuse  diminishes  the  quality  of  life  in 
housing,  strains  operating  costs  and  increases  stress  on  management 
staff.  A  1984  survey  of  housing  managers  indicated  the  costs  of  a 
single  alcohol-related  fire  ranged  from  $6,000  to  $30,000  in 
property  damage  alone,  plus  staff  overtime  and  legal  fees. 

Confronted  with  these  costs,  housing  industry  leaders — now 
represented  by  TAP's  distinguished  Advisory  Committee — 
welcomed  TAP's  direct  approach  to  addressing  substance  abuse 
before  a  crisis  occurs. 

The  insurance  industry  became  a  key  player,  granting  property 
damage  liability  insurance  premium  discounts  to  properties 
enrolled  in  TAP 

Since  1988,  members  have  received  over  $1  million  in  insurance 
premium  discounts. 

TAP  now  addresses  a  broad  spectrum  of  issues  affecting  the  quality 
of  life  in  housing  developments.  Over  40,000  units  of  housing — 
small  and  large,  public  and  pnvate — currently  participate  in  MHFAs 
Tenant  Assistance  Program. 


Exemplary  State  and  Local  Award,  National  Center  For 
Public  Productivity,  Rutgers  University,  1992. 

Honor  Award  of  Excellence  for  Program  Innovation  in 
Direct  Client  Services,  New  England  Regional  Council  of 
Housing  and  Redevelopment  Officials,  1991. 

National  Award  of  Merit  for  Program  Innovation  in 

Direct  Client  Services,  National  Association  of  Housing  and 
Redevelopment  Officials  (NAHRO),  1991. 

Innovations  in  State  and  Local  Government, 

Harvard  Kennedy  School/Ford  Foundation;  finalist,  1991; 
semi-finalist,  1988, 1987, 1986. 

Special  Award,  Institute  of  Real  Estate  Management  (IREM),  1989. 

Innovative  Honor  Award,  Massachusetts  NAHRO,  1989. 

Markie  Award,  National  Foundation  for  Alcoholism 
Communications,  for  TAP  newsletter,  1988, 1987. 

National  Council  of  State  Housing  Agencies  Award,  1986. 


TAP  ACHIEVED 
NATIONAL 
RECOGNITION  FOR 
ITS  UNIQUE  AND 
INNOVATIVE 
APPROACH  TO 
ALCOHOLISM  AND 
OTHER  SOCIAL 
DYSFUNCTIONS  IN 
HOUSING. 


TAP  Responds  to  the  Challenges 


Nearly  76  million  U.S.  adults  are  directly  affected  by  an  alcoholic  in 
the  family.  Alcoholism  creates  serious  social,  psychological, 
physical,  and  economic  repercussions  in  housing. 

The  alcoholic  residents  behavior  deteriorates. 

Untended  stoves,  faucets  or  cigarettes  destroy  property. 

Apartments  and  common  areas  become  unsanitary. 

The  risk  of  fire  or  abusive  and  violent  behavior  compromises 
residents'  safety. 

Management  workload  increases. 

Repairs,  lost  rents,  vacancies  and  evictions  mean  higher 
operational  costs. 


TAP  offers  management  staff  resources 
to  respond  effectively. 

TAP  Management  Training  Programs: 

■  Define  specific  management  actions  to  intervene 
effectively  and  legally. 

■  Clarify  what  is  and  what  is  not  management 
responsibility  when  dealing  with  alcohol-abusing 
residents. 

■  Provide  understanding  of  alcohol  and  drug  abuse, 
and  how  to  access  recovery  resources  and  support 
recovery  efforts. 

■  Promote  a  "team"  approach  to  prevent  a  crisis. 

TAP  Consultation  Services  in  person  or  by  phone: 
-  Define  appropriate  action  for  specific  situations. 
s  Intervene  with  an  alcohol  or  drug  abusing  tenant, 
a  Access  treatment  and  recovery  resources  and  provide 
ongoing  support. 

TAP  Tenant  Education  Programs  help  tenants  find 
healthy  alternatives  to  alcohol  or  drug  abuse. 


Tony  Flaherty  congratulates 

Mary  D.  on  her  first 

anniversary  of  sobriety. 


Illegal  drug  use  in  the  development  may  require  police 
intervention  and  legal  action.  Residents  and  neighbors 
must  be  enlisted  in  improving  and  maintaining 
community  safety 


Fightin 

Illegal 

Druss 


TAP  helps  managers  target  drag  problems. 

Training  of  managers  to  recognize  and  document  drug 
activity. 

Assistance  with  accessing  police  and  other 
community  resources  to  support  an  organized 
response. 

Assessments  and  follow-up  in  response  to  specific 
situations. 


Raising 

Healthy 

Children 


Following  a  parenting  series, 
a  tenant  comments,  "I  made 
an  appointment  to  get  my  GED 
to  better  take  care  of  myself 
and  my  kids." 


Parenting  is  a  challenging  responsibility.  Personal,  social 
and  economic  conditions  create  stress  for  todays  young 
families. 

Latchkey  children  may  be  isolated  and  unsafe  in 

apartments. 

Children's  unsupervised  play  may  cause  conflicts  with 
neighbors  and  management. 

Abuse  of  alcohol  or  other  drugs  by  adults  or  youth  may 
compound  problems  of  domestic  violence  and  child 
abuse. 

TAP  supports  the  wish  of  every  parent  to  raise 
healthy  children  by  offering: 


«  Networking  and  mutual  support  programs  for  parents 

■  Tenant  education  programs  for  children  and  teens. 
^  Parenting  classes. 

®  Access  to  community  resources. 

■  Linkage  to  self-help  and  prevention  networks. 


; 


To  get  the  job  done,  housing  managers  must  handle  conflicts  in  the 
development.  Conflict  may  arise  from  inaccurate  information, 
differences  of  race,  ethnicity,  class,  culture,  age  or  gender. 

Unresolved  conflict  may  result  in  aggressive  behavior  toward 
property,  management  or  vulnerable  people,  depression-related 
substance  abuse,  isolation,  low  morale  among  residents,  and 
increased  stress  for  management  staff. 

TAP  resources  for  conflict  resolution  include: 

Management  training  to  improve  communications  and  provide 
insight  on  cultural  differences. 

Mediation  training  and  assistance. 

Site  visits,  assessments  and  connections  to  community  resources. 

Tenant  education  to  promote  communication  and  build  a  sense 
of  shared  community  in  which  all  have  a  role  to  play. 


TAP  staff  member  Jerome  Jackson, 
consults  by  phone  with  property 
manager  dealing  with  a  crisis. 


As  populations  in  senior  housing  developments  advance  in  age, 
management  staff  face  increased  demands  due  to  age-related 
changes  among  residents.  Failing  health  leads  to  more  accidents 
and  injuries.  Functioning  may  also  be  impaired  due  to  misuse  of 
prescription  or  over-the-counter  drugs  and/or  alcohol.  Depression- 
related  behaviors,  including  suicide,  may  occur  due  to  multiple 
losses  associated  with  aging. 

TAP  provides: 

Practical  information  and  ideas  for  dealing  with  the  aged. 

Individual  conferences  with  managers  concerning 
specific  problems. 

A  variety  of  programs  to  help  tenants  cope  with  stresses  of  aging 
and  promote  mutual  support. 

Crisis  intervention  or  mediation,  particularly  in  cases  of  alcohol 
and  medication  abuse. 


In  the  year  ending  June  30,  1992: 

TAP  membership  included  more  than  350  housing  complexes, 

representing  42,950  units  managed  by  75  property  management 

companies. 

TAP  conducted  72  management  training  courses  at  housing  sites 

across  Massachusetts,  reaching  over  1,600  housing  management 

staff. 

TAP  conducted  140  tenant  education  programs  targeted  to  elders, 

families  and  children  in  housing  complexes  across  the  state. 

TAPs  program  was  recognized  for  excellence  with  a  national  award 
from  the  National  Center  for  Public  Productivity  at  Rutgers  University 

Over  $  1  million  in  insurance  premium  reductions  has  accrued  to 
TAP  member  sites  since  1988. 


A  group  of  residents  gives  a  "Thumbs  Up"  review  at  close  of  a 
"Feeling  Good"®  Tenant  Education  Series. 


"THE  RAPID 

EXPANSION  OF  TAP 

CONNECTIONS  WAS 

IN  LARGE  PART  DUE 

TO  THE  DEMAND 

FROM  THE  PROPERTY 

MANAGEMENT 

INDUSTRY.  THE 

NEED  WAS  REAL. 

THE  CONNECTION 

WAS  REAL." 

Ned  Epstein 
Director  of  Housing 
Management 


Preservation  of  affordable  housing 
through  proactive  management 


'ANYONE  ENTERING 

THE  FIELD  OF 

PROPERTY 

MANAGEMENT 

SHOULD  ATTEND 

BASIC  TAP 

TRAINING.  IT  WILL 

ADD  1  O  YEARS 

TO  THEIR  LIFE 

SPAN.  YOU  CAN 

QUOTE  ME!" 

Allen  D.  Carleton 

Executive  Vice  President 

State  Street  Development 

Management  Corporation 


■  Reduced  operating  costs. 

■  Increased  cost-effectiveness. 

■  Greater  efficiency  and  productivity. 

■  Safer  work  and  living  environment. 

■  Fewer  incidents  and  complaints. 

■  More  balanced  workload. 

■  Improved  management-resident  relations. 

■  Access  to  community  resources. 

■  Effective  interventions. 

■  Eviction  when  required. 

■  Improved  staff  and  resident  morale. 


Housing  owners,  managers  and  residents  gain  access 
to  TAP  services  through  TAP  CONNECTIONS,  TAP's 
membership  program.  TAP  members  are  entitled  to: 

Management  Training 

Housing  staff  gain  vital  skills  and  current  information 
in  half  day  and  full  day  trainings  throughout 
Massachusetts.  Management  workshops  on  issues 
such  as  AIDS,  substance  abuse,  community-building 
and  stress  management  may  also  be  tailored  to  the 
specific  needs  of  one  or  more  sites  upon  request. 

Needs  Assessment 

TAP  staff  work  with  management  companies  of 
developments  troubled  by  conflicts  to  develop  a 
problem  solving  strategy  and  access  services. 

Tenant  Education  Programs 

TAP  offers  youth  programs  and  education  and 
wellness  programs  for  adult  tenants.  Member  sites 
select  one  or  more  Tenant  Education  programs  from  a 
broad  menu  tailored  to  the  varied  interests  of  different 
resident  groups. 

Drug-Free  Workplace  Act 

TAP  helps  management  companies  subject  to  the 
Federal  Drug-Free  Workplace  Act  (i.e.,  companies  in 
receipt  of  federal  funds  exceeding  $25,000)  to  fulfill 
the  requirements  of  the  statute  by  offering  drug 
awareness  workshops  on  site,  consultation  on 
development  of  a  company  policy  statement,  and 
employee  referral  for  treatment.  (Enrollment  in  TAP 
CONNECTIONS  automatically  fulfills  all  statutory 
requirements.) 


Insurance  Discount  Program 

Enrollment  in  TAP  CONNECTIONS  entitles 
properties  utilizing  MHFAs  master  insurance  program 
to  discounts  on  liability  insurance  premiums.  (Since 
1988,  $1  million  in  property  insurance  discounts 
have  been  granted  to  management  companies 
enrolled  in  TAP.) 

TAP  Newsletter 

TAPs  award-winning  quarterly  newsletter  features 
articles  of  interest  to  management,  residents,  and  their 
local  communities  and  is  distributed  to  all  who  are 
working  to  improve  the  quality  of  the  nation's  public 
and  private  housing  developments. 

TAP  Video:  "The  Hidden  Costs  of 
Alcoholism  in  Housing" 

A  39-minute  videotape  chronicles  a  fatal  alcohol- 
related  fire,  dramatically  portrays  the  human  and 
financial  cost  of  alcoholism  in  the  housing  complex, 
and  traces  the  process  by  which  an  alcoholic  can  be 
rehabilitated  before  a  crisis  occurs. 

Consultation  for  Program  Replication 

TAP  Directors  consult  with  public  and  private 
housing  officials  nationwide  who  are  interested  in 
learning  more  about  the  experience  of  TAP,  and  assist 
in  the  planning  of  similar  programming. 


To  enroll  in  TAP  CONNECTIONS,  complete  the 
enclosed  application,  or  call  TAP  at  (617)  451-3480, 
ext.  476. 


PARTIAL 
MEMBER 
LIST 


Abrams  Management  Company 
American  Properties  Team,  Inc. 
Appleton  Corporation 
Barkan  Management  Company 
Beacon  Management  Company 
Beech  Management  Company 
Berkshire  Housing  Services 
Boston  Financial 

Property  Management 
Carabetta  Management  Company 
Claremont  Management  Company 
The  Community  Builders 
Corcoran  Management  Company,  Inc. 
Crowninshield  Management 
Cruz  Management  Company 
Eastland  Property  Management 
Gilbane  Properties,  Inc. 
Independent  Managers,  Inc. 
JCHE  Management  Corporation 
Keith  Properties 

L.E.  Smith  Management  Company 
Long  Bay  Management  Company 
Maloney  Properties,  Inc. 
Marken  Properties,  Inc. 
MB  Associates 

McNeil  Management  &  Services,  Inc. 
Meredith  Management  Corporation 
NHP  Property  Management 
Peabody  Properties,  Inc. 
S-C  Management  Corporation 
Simon  Companies 
State  Street  Development 

Management  Corporation 
Winn  Management  Company 


The  names  TAP,  TAP  Connections  and  Tenant  Assistant 
Program  are  copyrighted  by  the  Massachusetts  Housing 
Finance  Agency,  as  are  course  names,  content  and 
materials  for  'Alcohol-Drug  Abuse  and  Management 
Practice,"  "Attitudes,  Prejudices  and  Housing 
Management,"  and  "Co-Dependency  and  Management 
Practice." 


THE  TENANT  ASSISTANCE  PROGRAM 
50  Milk  Street  ■  Boston,  MA  02109 
617  451  3480  X476  FAX  617  338  2604 


A  SERVICE  OF  THE 

MASSACHUSETTS  HOUSING  FINANCE  AGENCY 


